Key words: hospitals nurses outpatients outpatient health services s u m m a r y Purpose: Current increase and complexity of medical tests and surgical procedures at outpatient department (OPD) require OPD nurses to have customer orientation focusing on various customers' interests and needs. The purpose of this study was to identify the factors associated with customer orientation in nurses working at OPD of hospitals. Methods: The study used a descriptive correlational design with cross-sectional survey. The study settings were four general hospitals in Seoul and its metropolitan area. Data were collected from 138 OPD nurses from general hospitals. Study variables were personal traits, emotional intelligence, internal marketing, service management and customer orientation. Results: Factors associated with customer orientation were identified as conscientiousness from personal traits (b ¼ .37, p < .001), emotional intelligence from individual characteristics (b ¼ .21, p ¼ .032), and internal marketing from environmental characteristics (b ¼ .21, p ¼ .001). Conclusions: Hospital administrators should support OPD nurses to cultivate sincere and sociable personal traits and emotional intelligence, and to consider employees as internal customers to improve patient-oriented services and satisfaction.
Introduction
Quality management system of hospitals has changed quickly with the development of health technology and the increase of customers' service expectation as well as the variety of employees' needs and various activities required for health care quality improvement [1, 2] . Most hospitals are trying to renew strategies and systems for patient-centered care, and to emphasize customer orientation considering customers as the first priority [3e5] .
Currently in Korea a lot of medical procedures such as endoscopic surgeries and chemotherapy are taken at outpatient department (OPD), while surgeries under general anesthesia or intensive treatments are taken at inpatient department. Therefore, the role of OPD nurses has become more complicated [6, 7] . Because the OPD nurses are the initial contact persons when patients visit hospitals, they need to have an attitude that seeks to understand patients' various characteristics, needs and service expectations, and to respond adequately, indicating an attitude of customer orientation [8] .
Factors associated with customer orientation in nurses were identified and classified into two dimensions, individual and environmental characteristics through the review of previous studies ( Figure 1 ). Personal traits are important individual factors related to customer orientation and their types are variable by person [9e11] . Another individual factor associated with customer orientation is emotional intelligence, which is an ability to identify, assess, and control the emotions of oneself and of others [12e14] . As general characteristics, age and clinical experience also are associated with customer orientation [8, 15] . For the relationships among the individual variables, age is not related to emotional intelligence [16] . Although there were no studies conducted in nurses for the relationship between personal traits and emotional intelligence, personal traits were associated with need for emotion, but not related to emotional exhaustion in retail managers [17] .
For environmental characteristics, internal marketing is an increasingly important strategy, treating the employees as internal customers with deep communication and supports, so that they may feel customer experience and provide more satisfying services to customers with customer oriented attitudes [8, 18, 19] . Service management by hospital administrators is also an increasingly important issue at OPD for developing various service strategies and support systems for patient-oriented service delivery because the OPD is a connecting spot between hospitals and communities leading to more stressful and complicated environments [20, 21] . Thus, OPD nurses should perform more complicated and various roles including patient education and consultation, customer management, staff education and management, various tests process, surgical procedures progress, medical examination support and so on [22] . However, most of the previous studies focused on hospital ward nurses from various departments, not OPD nurses [11, 12] . Therefore, this study was conducted to identify OPD nurses' customer orientation and its correlates to developing successful hospital management strategies.
The purpose of this study was to examine the effects of personal traits, emotional intelligence, internal marketing and service management on customer orientation in nurses working at OPD of hospitals. The specific aims of this study were as follows: (a) to identify personal traits, emotional intelligence, internal marketing, service management and customer orientation in OPD nurses; (b) to explore the relationships between personal traits, emotional intelligence, internal marketing, service management and customer orientation in OPD nurses; (c) to examine the effects of personal traits, emotional intelligence, internal marketing, and service management on customer orientation in OPD nurses.
Methods

Study design
The study used a descriptive correlational design with crosssectional survey to examine the effects of personal traits, emotional intelligence, internal marketing, and service management on customer orientation in OPD nurses (Figure 1 ). The conceptual framework depicts the independent variables from individual and environmental characteristics.
Setting and sample
The study participants were 138 nurses from four general hospitals located in Seoul and metropolitan area. The inclusion criteria were (a) working at OPD, (b) without active severe disease, and (c) able to fully understand the purpose and contents of the study.
Participants were calculated as 109 using G*Power 3.1.2 sample calculation program [23] with significance level of .05, power of 80%, medium effect size of 0.15 for multiple regression, and 8 independent variables (5 personal traits, emotional intelligence, internal marketing, and service management). All of the four hospitals had approximately 190 OPD nurses total. Considering the attrition rate of survey study, a total of 150 OPD nurses were approached and then 12 nurses dropped out. Therefore, a total of 138 questionnaire packets were analyzed in this study. The number of participating nurses for each hospital was 54 of 72, 42 of 67, 35 of 40, and 7 of 11, respectively.
Individual characteristics
Environmental characteristics
Service management 
Ethical consideration
This study was approved by the Institutional Review Board (IRB) at a general hospital (IRB1229-03). All of participants submitted informed consents after getting full explanation of the study from researchers. The informed consents included human rights of selfdetermination, privacy, confidentiality and fair treatment along with the study purpose and process. All data were treated anonymously with study identification number.
Measurements
Customer orientation is defined as an attitude and approach to focus on customer interests and meeting customer needs [24] . It was measured by the 14-item Customer Orientation Instrument [25] revised for Korean hospital environments from SERVQUAL [26] . The instrument includes (a) empathy, an attitude to understand and communicate with customers smoothly, (b) responsiveness, an attitude to provide services promptly, (c) reliability, an attitude to perform assigned services accurately, and (d) tangibles, attitudes to try to improve service quality. The instrument uses a 7-point Likert scale ranging from 1 (never agree) to 7 (agree very much). The range of the summated scores is from 14 to 98. Higher scores mean higher levels of customer orientation. The instrument development study reported that the validity of the instrument was established to identify four factors loaded by factor analysis and the Cronbach a indicating internal consistency reliability was .91 [25] . In this study, the Cronbach a was .96.
Personal traits were measured by the revised short-form of the Personality 5-factor model [27] . The instrument includes (a) agreeableness which is one's trusting and helpful nature (3 items), (b) conscientiousness which is a tendency to show self-discipline, act dutifully, and aim for achievement (4 items), (c) extraversion which is energy, positive emotions, surgency, assertiveness, sociability and the tendency to seek stimulation in the hospital (3 items), (d) openness reflecting the degree of intellectual curiosity, creativity and a preference for novelty and variety a person has (4 items), and (e) neuroticism which is the tendency to experience unpleasant emotions easily, such as anger, anxiety, depression, or vulnerability (4 items). The instrument uses a 7-point Likert scale ranging from 1 (agree very much) to 7 (agree very much). The Cronbach a was .79 for agreeableness, .72 for conscientiousness, .77 for openness, .82 for extraversion, and .85 for neuroticism in the validity study [28] . In this study, the Cronbach a was .81 for agreeableness, .86 for conscientiousness, .81 for openness, .89 for extraversion, and .73 for neuroticism.
Emotional intelligence is the ability to identify, assess, and control the emotions of oneself, of others, and of groups [29] . It was measured by the 16-item emotional intelligence instrument [30] , a revised version of the Wong and Law Emotional Intelligence Scale [31] . The instrument includes (a) self-emotional appraisal which is the individual's ability to understand their deep emotions and be able to express these emotions naturally, (b) other's emotional appraisal which is the ability to perceive and understand the emotions of those people around them, (c) use of emotion which is the ability of people to regulate their emotions, which will enable a more rapid recovery from psychological distress, and (d) regulation of emotion which is the ability of individuals to make use of their emotions by directing them towards constructive activities and personal performance. The instrument uses a 7-point Likert scale ranging from 1 (never agree) to 7 (agree very much). The range of the summated scores is from 16 to 112. Higher scores mean higher levels of emotional intelligence. The Cronbach a was .77 in the instrument development study [30] . In this study, the Cronbach a was .95.
Internal marketing refers to the management philosophy of promoting the organization and its policies to employees as if they are the internal customers of the organization [32] . It was measured by the revised 26-item internal marketing instrument [33] . The instrument includes delegation of authority, education and training, compensation system, internal communication, and management support. The instrument uses a 5-point Likert scale ranging from 1 (never agree) to 5 (agree very much). The range of the summated scores is from 26 to 130. Higher scores mean higher levels of internal marketing. The Cronbach a was .85e.94 in the instrument development study [33] . In this study, the Cronbach a was .94.
Service management refers to service strategies and supporting system designed for customer satisfaction [34] . It was measured by the revised version of the hospital service management items from the study of general hospital service management system [35] . The instrument includes (a) care service referring to telephone appointment, internet health consultation, kind response for patients and their family, reducing medical waiting time, and priority treatment for reserved patients (4 items), (b) nursing service referring to patient-oriented service system (4 items), and (c) care supporting system referring to customer guide center, and staff information system (3 items). The instrument uses a 5-point Likert scale ranging from 1 (never agree) to 5 (agree very much). The range of the summated scores is from 11 to 55. Higher scores mean higher levels of service management. In this study, the Cronbach a was .75.
Demographic variables included age, education level, religion, marital status, years of clinical experience, years of current department experience, hospital size by number of beds, and type of OPD department which nurses were working for.
Data collection
After getting the IRB approval, researchers visited the nursing headquarter at each hospital and explained study contents and role of study participants from OPD. The study flyers were attached on the bulletin board at OPD. If participants responded, before getting informed consents, researchers fully explained the aims of the study, contents, role of participants, expected outcome, and all data would be treated anonymously. The survey packet included questionnaires, an envelope with prepaid postage and return address, and two coffee coupons. A total of 150 OPD nurses received the packets and 138 nurses returned them.
Data analysis
Data were analyzed using SPSS/PC version 20.0 (IBM SPSS Statistics-Korea, Seoul, Korea). Descriptive statistics were used for scores of general characteristics, customer orientation, personal traits, emotional intelligence, internal marketing, and service management. Mean differences of customer orientation by general characteristics were analyzed by t test and analysis of variance with least significant difference of post hoc. The relationships between personal traits, emotional intelligence, internal marketing, service management and customer orientation were analyzed using Pearson's correlation coefficient. Hierarchical multiple regression was used to examine the effects of individual and environmental characteristics in OPD nurses. The internal consistency reliability of the study instruments was tested by Cronbach a.
Results
General characteristics
General characteristics of the participants were described in Table 1 Mean differences of customer orientation by general characteristics were described in Table 2 .
The group with 10e14 years of experience had the highest score of customer orientation. There were no significant differences by education level, marital status, OPD experience, hospital size or type of OPD. Age and clinical experience were included in the correlational analysis to explore the relationships with customer orientation.
Relationships among personal traits, emotional intelligence, internal marketing, service management, and customer orientation Relationships among age, clinical experience, personal traits, emotional intelligence, internal marketing, service management and customer orientation were described in Table 3 . The range of correlation coefficient scores was from .00 to .87, indicating multicollinearity problem in the relationship between age and clinical experience. Because the study variables were individual and environmental characteristics such as personal traits and service management rather than clinical nursing skills an age instead of clinical experience was included in the hierarchical multiple regression analysis. 
Discussion
The trends of shortage of hospital stay and rapidly changing medical technology in Korea have resulted in an increase of the complexity in treatments, tests, and surgical procedures at OPD in hospitals. The role of OPD nurses requires greater abilities to understand various needs of customers, and to respond quickly and accurately. Therefore, customer orientation focusing on customers' interests and needs first is considered an important requirement for nursing competence. This study examined the effects of individual and environmental characteristics on customer orientation in OPD nurses.
The mean score of customer orientation in OPD nurses was 70.96 of 100 in this study. The score was relatively lower than the 74.80 in a study of nurses from a university hospital in metropolitan area in Korea [15] and higher than the 69.90 in a study of five general hospitals in rural area in Korea [8] . Although previous studies included multiple departments of hospitals while this study included OPD only, the scores show that OPD nurses are struggling with treating patients' various needs.
Considering the general characteristics of OPD nurses, the score of customer orientation was higher in older nurses and nurses with clinical experience of 10e14 years. This result was partially consistent with previous findings identifying age, marital status and length of clinical experience [15] and another study identifying age and length of clinical experience [8] as factors contributing to the score difference of customer orientation. In this study, the group with 10e14 years of clinical experience had the highest score of customer orientation, followed by the group with 15e19 years of experience and the group with 20 years of experience and over. The previous study also revealed that the group with 10 years of clinical experience and over had higher scores of customer orientation than the group with 3e5 years of experience [8] . This result suggests that nurses with 20 years of clinical experience and over need to Note. *p < .05. **p < .001. have some support to respond promptly such as educational support for coping with the rapid changes of OPD equipment and electronic record systems. The OPD nurses also need situational management training programs to identify and respond to customers' characteristics and needs quickly and accurately. Customer orientation most strongly correlated with conscientiousness, followed by agreeableness, openness, extraversion, and neuroticism of personal traits. It also had a significant relationship with emotional intelligence, age and clinical experience, while it was not significantly correlated with internal marketing or service management. As there was a problem with multicollinearity between age and clinical experience (r ¼ .87), multiple regression analysis included age only for the regression model.
In the individual characteristics, conscientiousness (b ¼ .37) of the personal traits was the strongest factor associated with customer orientation. Extraversion (b ¼ .15) had a relevant effect but was not significant. In comparison with the previous results, agreeableness (b ¼ .43), conscientiousness (b ¼ .43), and openness (b ¼ .18) were factors that significantly associated with customer orientation in general hospital ward nurses [36] . OPD nurses need to act dutifully with self-discipline for complicated procedures and customers' various needs, and to be sociable and active for caring OPD patients, while ward nurses need to be trustworthy and helpful in nature, to act dutifully, and to identify customers' various needs. Therefore, OPD nurses should cultivate conscientiousness and extraversion to identify various characteristics and needs of OPD customers, and to provide services smoothly and accurately.
The emotional intelligence (b ¼ .21) from the individual characteristics was the second strongest factor associated with customer orientation. The mean score of emotional intelligence in this study was 70.21 of 100, indicating a relatively higher level of emotional intelligence than the 67.00 in ward nurses from a university hospital [37] and the 69.10 in ward nurses from four general hospitals [38] . This result suggests that the emotional intelligence of OPD nurses, which is an ability to identify customers' emotion and to manage self-emotion, is an important nursing competency for customer-oriented care and patient satisfaction. Therefore, OPD nurses should have training programs that cultivate their abilities and skills to control their own emotions in various cases, and to manage the emotional changes of patients and their care givers appropriately.
In the environmental characteristics, internal marketing (b ¼ .21) significantly associated with customer orientation, while service management did not. A previous study found consistent results [15] ; internal marketing such as educational training and empowerment influenced customer orientation in hospital ward nurses. Another study of hospital ward nurses also found internal marketing as a significant factor associated with customer orientation; it also partially influenced emotional dissonance of employees reversely [39] . Because various medical procedures are taken at OPD, the strategies to support internal marketing considering OPD nurses as internal customers will encourage them to embosom patients.
Service management, which is a service strategy and supporting system designed for customer satisfaction, did not significantly influence customer orientation in OPD nurses. A study of hospital ward nurses also found that hospital efforts for service management did not affect customer orientation directly, but it did influence organizational commitment of nurses; organizational commitment then affected customer orientation [40] . This means that the service management system itself may not directly influence customer orientation of OPD nurses. In addition, the mean score of service management in this study was low, at 53.18 of 100, indicating OPD nurses perceived that the current administration system should be improved or changed.
As a result, in this study, the level of customer orientation is related to age (at least 30 years old and over), and the length of clinical experience (with highest association in those with 10e14 years of experience). To cultivate customer orientation of OPD nurses, personal traits training programs as well as emotional intelligence development training programs are necessary. Through these programs nurses should be able to act dutifully and sincerely for various and complicated OPD tasks, to have surgency and sociability to various customers, to control their own emotions, and to respond to customers properly. Hospital administrators also should support OPD nurses with environmental improvement and deepened communication as internal customers.
This study has limitations that should be considered in the interpretation of the results. Regional variations could not be addressed because this study was conducted in Seoul and its metropolitan area. However, the study included multiple numbers of hospitals with various sizes to represent the study population. Further research needs random sampling, and to examine how to enhance customer orientation in OPD nurses.
Conclusion
Current increases and complexities of medical tests and surgical procedures at OPD require that OPD nurses have customer orientation which focuses on various customers' interests and needs. That is, OPD nurses should be able to identify customers' characteristics and interests quickly and accurately, and to respond to their needs suitably with nursing competency of conscientiousness and emotional intelligence. Hospital administrators also need to develop personal traits training programs to cultivate conscientiousness and extraversion, and to create emotional intelligence development programs for OPD nurses to provide customer-oriented services leading to patient satisfaction. To facilitate the effects of the training programs, the quality of OPD nurses may also be important. As the function of OPD has expanded to have more specific and complicated tests and procedures, OPD nurses should have customer orientation as well as more professional competency.
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